Guidelines to develop an information system using supply chain management and e-commerce by Perez, Yaros
GUIDELINES TO DEVELOP AN INFORMATION SYSTEM USING SUPPLY 
CHAIN MANAGEMENT AND E-COMMERCE 
 
 
by 
 
 
 
Yaros Perez 
 
 
 
 
 
A Research Paper 
 
Submitted in Partial Fulfillment of the 
Requirements for the  
Master of Science in 
Management Technology 
 
Information Technology Operational 
 
Approved for Completion of 3 Semester Credits 
(INMGT-735-068 Problem in Management Technology for 3 Credits) 
 
 
 
 
Research Advisor 
 
 
 
 
 
 
 
 
 
 
 
 
The Graduate College 
University of Wisconsin-Stout 
August 2001 
 II
The Graduate School 
University of Wisconsin – STOUT 
Menomonie, WI 54751 
 
 
ABSTRACT 
 
 
Perez    Yaros 
 
(Writer)                     (Last Name)                      (First)                      (Initial) 
 
Title:  Guidelines to develop an information system using Supply Chain 
 
 Management and E-commerce. 
 
Management Technology    Dr. Karl Kolb August 2001          30 
 
(Graduate Major)  (Research Advisor) (Month/year)  (No. of pages) 
 
Publication Manual of the American  Psychological Association (APA) 
 
(Name of style manual used in this study) 
 
A Supply Chain management is a network of facilities and distribution options that 
integrate the functions of; procurement of materials, transformation of these materials 
into finished products, and the distribution of these finished products to customers.  
 
Traditionally, all departments such as management, system, administration, marketing, 
sales, manufacturing, distribution, and the purchasing operated independently. Each 
department has their own mission, vision, and these are often conflicting. The most 
important thing need is a mechanism through which these different functions can be 
integrated together. Supply Chain management is a strategy through which such 
integration can be achieved. 
 
There is a revolution transforming the global economy using Internet. The Web has 
extended the purchasing online using Extranet. It provides an access to a web page with a 
password, where the customer can track their order. Buying and selling over the web is 
faster and it will be the future way from many companies. 
 
The purpose of this study will be on the development of a set of guidelines that deal with 
Supply Chain Management and its relationship with E-Commerce. These guidelines will 
assist companies that want coordinate their functions and also use the web to facilitate 
their barriers. 
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Chapter I 
Research Problem and Objectives 
 
 
I.  Problem Statement 
 
There are no guidelines, which will allow the development of an information 
system on the web using Supply Chain Management. 
 
II. Research Objectives 
1. Identify the core elements in Supply Chain Management. 
2. Describe the relationship between Supply Chain Management and E-
Commerce. 
3. Provide a business guideline in order to improve the business purchasing 
cycle on the web using Supply Chain Management, and the manufacturing 
techniques. 
 
III. Significance of study 
 
This project is significant because it specifically recommends offers guidelines for 
a company’s purchasing concepts that will guide it using Supply Chain 
Management. 
 
Supply Chain Management is a network of facilities and distribution options that 
integrate the functions of procurement of materials, transformation of these 
 VI
materials into finished products, and the distribution of these finished products to 
customers. It is a concept that includes integration from raw material to customers 
using web-technology. 
 
There is a revolution transforming the global economy using the Internet. The 
web has extended online purchasing using an information system. This study is 
needed in order to provide guidelines that will assist the purchasing department 
and its integration with the rest of the departments inside a company using Supply 
Chain Management.  
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Chapter II 
Research Methods 
 
This chapter is organized as introduction, research design and sources of data. The 
purpose of this study is to elaborate guidelines for developing an information system 
using Supply Chain Management and E-Commerce. 
 
I. Research Design 
 
This is an Exploratory Study where “the area of a investigation may be so new or so 
vague that a researcher needs to perform an exploration just to learn something about the 
problems” (Emory, 1991, p.144). This also a descriptive study designed to identify 
guidelines for developing information system using Supply Chain Management concepts. 
It is a new business style that involves all phases of production from obtaining raw 
materials to the delivery of the finished product to the customer. 
 
 The focus of this study will be on the development of a set of guidelines that deal 
with Supply Chain Management and its relationship with E-Commerce.  
 
This study is divided into two parts: literature review and business guidelines. In the 
literature review chapter is described with Supply Chain Management and E-Commerce 
concepts. It is necessary to review information about theses concepts and their 
relationships.  
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The business guidelines provide strategic activities in order to improve the revenues 
in companies. At the end of this study the conclusions and recommendations will provide 
strategies that a company should follow in order to sell products on the web. 
 
 
II. Sources of Data 
 
The sources used to develop these guidelines come from the Internet, and current 
literature found in business publications, i.e. (books, journals, and magazine articles) 
from the past three years because these topics are so new.  
On the web, there are many search engines such as Yahoo, AltaVista, Goggle and 
Lycos; they provide much current information about the previously mentioned topics in 
order to elaborate on the literature review, and the development of the research 
objectives. 
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Chapter III 
Literature Review 
 
I. Supply Chain Management. 
 
In this era of on-line business competition, the success of a corporation is 
increasingly dependent on management's ability to integrate the company's networks of 
business relationships. "Supply Chain Management has been defined as the integration of 
key business processes, from raw-material suppliers through end users, that provide 
products, services, and information that add value for customers and other stakeholders 
 
Supply Chain Management involves tools, techniques, and skills for coordinating 
and optimizing key processes, functions, and relationships, both within the company and 
among its suppliers and customers, to enable and capture opportunities that will increase 
the revenue in any kind of business. The focus of Supply Chain Management must 
improve the business environments, product life cycles, low costs, flexibility, and 
integration inside any company." (Ayers., 2000). 
 
 "An integrated Supply Chain can be defined as an association of customers and 
suppliers who, using management techniques, work together to optimize their collective 
performance in the creation, distribution, and support of an end product. It may be helpful 
to think of the participants as the divisions of a large, vertically integrated corporation, 
although the independent companies in the chain are bound together only by trust, shared 
objectives, and contracts entered into on a voluntary basis. Unlike captive suppliers 
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(divisions of a large corporation that typically serve primarily the parent corporation), 
independent suppliers are often faced with the conflicting demands of multiple 
customers" (Cox, 1999) 
 
All Supply Chains are integrated in order to accomplish companies' goals. One 
important objective of each department is focused on the needs of the Supply Chain to 
find the overall performance of the chain. In order to take competitive advantages, it is 
important the participation from each department in order to accomplish the company's 
vision. Some goals are measured through higher profits and reduced risks for all 
customers, supplier and the company. 
 
"Traditional unmanaged Supply Chains are characterized by (1) adversarial 
relationships between customers and suppliers, including win-lose negotiations; (2) little 
regard for sharing benefits and risks; (3) short-term focus, with little concern for mutual 
long-term success; (4) primary emphasis on cost and delivery, with little concern for 
added value; and (5) limited communications. Integrated Supply Chains tend to recognize 
that all parties should benefit from the relationship on a sustainable, long-term basis and 
are characterized by partnerships with extensive and open communications." (Cox, 1999) 
 
 Supply Chain integration is a continuous process that can be gained only when 
customers, and suppliers work together to improve their relationships and when all 
participants are worked together in order to accomplish the companies goals. Many 
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important companies have been using integrated Supply Chain. They received benefits 
from the investments, innovation, efficiencies, and suppliers. 
 
II.  Benefits of Effective Supply Chain Management 
 
The Supply Chain includes all activities and processes to supply a product or 
service to the final customer. Effective Supply Chain Management is the key to a 
competitive business advantage. 
 
"The eight major benefits to effective Supply Chain Management can be 
summarized as follows: 
1. Improved customer service: having the right products, available for delivery when 
requested, at a good price. 
2. Reduction of costs across the Supply Chain and more efficient management of 
working capital 
3. More efficient management of raw materials, work-in-process, and finished goods 
inventory 
4. Increased efficiency in the transactions between Supply Chain partners 
5. Better manufacturing resource management 
6. Optimized manufacturing schedules 
7. Optimal distribution of existing inventory across the Supply Chain 
8. Enhanced customer value, often in the form of lower prices" (Magretta, 1998) 
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Each benefit has distinct business and technical challenges, but they all are focus on 
the customer satisfaction and improvement of business goals. 
 
III. Forces Driving Increased Integration 
 
The following worldwide trends and forces are driving Supply Chains toward 
increased integration: 
• "Increased cost competitiveness. Having substantially improved the efficiencies 
of internal operations, companies are seeking further cost reductions by 
improving efficiency and synergy within their Supply Chains. 
 
• Shorter product life cycles. A personal computer (PC) is state of the art for less 
than a year, and the trend toward shorter product life cycles continues. 
 
• Faster product development cycles. Companies must reduce the development 
cycle times of their products to remain competitive. Early introduction of a new 
product is often rewarded with a large market share and sufficient unit volumes to 
drive costs down rapidly.  
 
• Globalization and customization of product offerings. Customers the world over 
can increasingly afford and are demanding a greater variety of products that 
address their specific needs. Mass customization has become the new marketing 
mantra. 
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• Higher overall quality. Increasing customer affluence and tougher competition 
to supply their needs have led to demands for higher overall quality." (National 
Research Council, 2000) 
Using the Integrated Supply Chains are listed below: 
• Decrease barriers between customer-company, supplier-company, and 
employees-company. 
• Improve the company's procedures, more customer-focus. 
• Increase the participation between each department and customer. 
• Increase the market demand; gain more competitive advantages, and 
profitability. 
 
IV. Metrics. 
 
The list below describes some metrics that can help a company verify how the 
Supply Chain has improved their procedures.  
• 
• 
• 
• 
• 
• 
"Profitability 
Total sales 
Decision response time (the time required to make and implement key 
decisions throughout the chain) 
Return on investment 
Return on assets 
Technology (the status of and ability to deploy value-enhancing technologies) 
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• 
• 
• 
• 
• 
• 
Product development time (the elapsed time from concept through initial 
delivery) 
Shared risk (the extent of risk minimization and sharing throughout the chain) 
Market share 
Quality (effective planning for and delivery of quality products, including 
appropriate measurement of results by all participants) 
Customer satisfaction 
Waste (reductions in scrap, rework, waste, and pollutants from the Supply 
Chain and plans for further reductions and recycling)" (National Research 
Council, 2000) 
 
V. Quality with Supply Chains 
 
Standards are documented agreements containing technical specifications or other 
precise criteria to be used consistently as rules, guidelines, or definitions of 
characteristics, to ensure that materials, products, processes and services are fit for their 
purpose. The International Organization for Standardization (ISO) is a worldwide 
federation of national standards bodies from some 140 countries, one from each country. 
"ISO is a non-governmental organization established in 1947. The mission of ISO 
is to promote the development of standardization and related activities in the world with a 
view to facilitating the international exchange of goods and services, and to developing 
cooperation in the spheres of intellectual, scientific, technological and economic activity. 
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ISO's work results in international agreements, which are published as 
International Standards. In fact, "ISO" is a word, derived from the Greek isos, meaning 
"equal", which is the root of the prefix "iso-" that occurs in a host of terms, such as 
"isometric" (of equal measure or dimensions) and "isonomy" (equality of laws, or of 
people before the law)". (http://www.iso.ch/)  
These standards set the basic rules for quality systems - from concept to 
implementation - whatever the product or service. They are a set of rules for 
manufacturing a product or delivering a service. They should ensure that a supplier has 
the capability to produce the required goods or services, showing him how to proceed to 
make sure that what he delivers fully meets customer expectations 
"Compliance with ISO 9000 element 4.6, Purchasing, gets to the core of 
suppliers. One of the main reasons for the development of the ISO 9000 standard was the 
need for a system to specify the quality a company has the right and responsibility to 
demand from its suppliers.  
ISO 9000 Element 4.6: Purchasing. 
 Key requirements of Purchasing (in part): 
Components and third-party material that go into product must meet the 
specifications of the product. Subcontractors must be capable of meeting those 
requirements. To assess subcontractor’s capability, they must be evaluated in terms of 
their product, quality audit reports, quality records of previously demonstrated capability, 
and performance. Records of acceptable subcontractors need to be maintained. 
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All purchasing documents must include data that thoroughly describe the products 
and services. Purchasing documents must be reviewed and approved to assure they meet 
the specified requirements. 
Arrangements for verification and release of purchased product that occurs at the 
subcontractor’s premises must be specified in the purchasing documents." (ISO 9000 
Standard Document) 
 
VI.  Quality function deployment 
  
Markets around the world demand products of higher quality. Focus on the 
customer typically occurs with an excellent quality of products. A key factor for customer 
satisfaction is the Quality function deployment. 
 
 "Quality function deployment is a technique to translate requirements defined by 
customers into specifications for a quality product or service. It also has application for 
management processes that affect the Supply Chain, including design of the chain itself 
and development of Supply Chain features for a new product.  
 
 The methodology begins with customer requirements using a survey. In this point, 
the company identifies "what does the customer want" Customers demand lead time, 
technical support, packaging, and pricing. These are the areas in which Supply Chain 
must excel. After we have the customer requirement, we have to develop the “How” 
approach. Each "How" translates a "what" into reality.  
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The following are topics, which will be included during the development of this 
methodology. 
• 
• 
• 
• 
• 
• 
• 
• 
Product/customer grouping. Differing needs by group. 
Performance factors. Factors valued by the segment and their relative 
importance. 
Ideal supplier. What are the characteristics of such a supplier and how does 
the industry stack up? 
Performance. The performance of the company to the rest of the industry. 
Competitor comparison.  
Trends. Customer concerns that could affect the company. 
Added value. Potential areas for the company to increase its contributions to 
customers. 
Quality standards.  
 
After we have the customer requirement, we have to develop the “How” 
approach, the next step is "How much". It states the specific amount that is needed to 
provide the 'What" the customer wants." (Fredendall, 2001). 
 
 The relationship matrix links the customer requirements (the wants) with the 
design features (How), and (how much). Then, the design features are evaluated in terms 
of their contribution to the customer requirement. The correlation matrix indicates 
reinforcing or conflicting Supply Chain features. 
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VII. E-Commerce 
 
The Internet is a service around the world to gain access to the World Wide Web 
(WWW). The Internet can give you the ability to provide current information about 
customers, prospects, and business partners easy access to information about your any 
company and products from their home, office, or anywhere around the world. 
 
  Electronic commerce or E-Commerce covers the range of online business 
activities for products and services, both Business-to-Business and Business-to-
Consumer, through the Internet. This section breaks E-Commerce into: 
 
• "Online Shopping—the scope of information and activities that provides the 
customer with the information they needs to conduct business with you and make 
an informed buying decision. 
 
• Online Purchasing—the technology infrastructure for the exchange of data and 
the purchase of a product over the Internet." (Rosen, 2000)  
 
Online purchasing is a metaphor used in Business-to-Business for providing 
customers with an online method of placing an order, submitting a purchase order, or 
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requesting a quote. In the past, the traditional process for placing an order involves 
several steps, from the manager to vendor. (See fig. 1). 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Fig. 1. Source: Stair (1999). Principles of information system. 
 
When reviewing products on the Internet, you are online shopping. You can 
place products you are interested in purchasing in your online shopping cart. When you 
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are done shopping and are ready to buy, you can click a purchase button and be moved to 
an online purchasing site. To complete the transaction, you need to supply the online 
purchasing site with your shipping address and credit card number.  
 
Then, the process is completed when an Extranet site. It provides customer a site 
but that are not accessible to the general public. Customer needs a password to access to 
the site. For Business-to-Business transactions, Extranets can enable secure electronic 
commerce. An Extranet can automate information sharing by providing access to specific 
information and regulated access to internal databases. Then, they can place the order and 
receive their goods. 
 
VIII. Roles in Business-to-Business and E-Commerce 
 
E-business is a term that describes all of the business relationships between 
trading partners by the Internet. It includes transactions and fulfillment plus all of the 
additional processes before and after the sale that accompany the operation of a business, 
from sales and service to billing and payment. While, E-Commerce refers to transactions. 
It's placing and receiving orders over the Web, as well as, the tool that permit you to 
share information across the Supply Chain with vendors and customers.  
 
"There are five primary roles in Business-to-Business and  E-Commerce.  
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• Buyers - Customers and businesses that purchase goods and services directly 
from suppliers, through electronic procurement systems or marketplaces, direct 
sales, call centers, email or service personnel. 
•  Suppliers - Businesses that market and sell goods or services directly to buyers 
or indirectly through other channels such as Web-based procurement systems, 
electronic marketplaces or directly to the company. 
• E-Fulfillment is the physical delivery of those virtual orders. While it shouldn’t 
be a revelation that you have to do a good job of warehousing in order to stay 
competitive—and to turn a profit—fulfillment has been an after-thought for too 
many Internet companies. But now that a shakeout in on-line retailers is 
underway, the benefits of profitable fulfillment are becoming self-evident. 
• E-Market-Makers - Third-party organizations that run e-marketplaces, which 
use Internet technology to connect multiple buyers with multiple suppliers in an 
electronic market so that these participants can reach new buyers, conduct E-
Commerce, and take advantage of various Web services such as payment and 
logistics.  
• Web Service Providers - Third-party organizations that provide buyers, e-
marketplaces and suppliers with Web-based services - such as payment, logistics, 
credit, and shipping - necessary for completing business-to-business and  E-
Commerce transactions. "(Ascet Volume 3, 2001) 
Electronic commerce is changing the way in which consumers, merchants, and 
businesses interact and transact. E-Commerce provides consumers the ability to purchase, 
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buy and find information from anywhere, anytime. One of the most important things 
using E-Commerce is the array of products, goods and services offered over the Internet. 
 
Orders can be processed online in real time.  Since E-Commerce accessible by 
geography, local shops can compete with national and multinational companies for 
consumers located anywhere in the world. 
 
IX. Relationship between E-Commerce and Supply Chain Management 
"Electronic Commerce and Supply Chain Management focuses on systems and 
processes to support the flow of information within and between organizations which 
occurs in the context of procurement, manufacturing, sales, distribution of goods, 
information and services." (Atkinson,2001) 
Electronic commerce has rapidly become one of the primary tools of conducting 
business throughout the world. One of the advantages offered by E-Commerce is the 
ability to increase the business transactions, and reduction of operating costs.  
Supply Chain Management refers to order taking, and order fulfillment, 
distribution of products, services, or information. With the influence of the Internet the 
focus of Supply Chain Management is provided all of the consumer good or products in 
order to improve the customer satisfaction. 
"For instance, in manufacturing company, the effects of E-Commerce has 
changed the way of increase the business process in different ways such as: 1) Shipment 
tracking -- a customer can receive real-time information about cargo shipments; 2) 
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Shipping notice -- a packing list can be transmitted ahead of the shipment, with details for 
each pallet, parcel, and item being shipped already recorded; 3) Freight auditing -- freight 
bills are checked for accuracy, thus reducing both the risk of overpayment and the need 
for a third party audit; 4) Cost efficiency -- all of these mentioned functions help reduce 
time and monetary investment and show how the focus has become increasingly 
customer-oriented." (Atkinson,2001) 
The access of information thorough Internet has many opportunities, but there are 
also significant problems, especially when customer has afraid to spend because they do 
not have physical contacts, and they do not want to send their credit card number.  
Another problem is the speed or traffic of computer that affect the transaction between 
customer and company.   
There are many opportunities for those companies that want to have their business 
over the Web. Supply Chain Management is one field that can be effectively adapted to 
E-Commerce, especially if the Internet is used for the exchange of business information. 
If a company want to use E-Commerce is of a way of executing business transactions 
such as ordering, invoicing and paying using electronic media, companies should review 
their Supply Chain Management in order to integrate their operations with those of their 
value chain partners, and focus on customer satisfaction. 
In Supply Chains and the Electronic Marketplace in general, companies, suppliers 
and consumers interact with each other strategically. A Supply Chain Management 
strategy should begin by evaluating the internal process, policy and procedures in the 
company. After reviewing those procedures, a solution would be the incorporation of E-
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Commerce in order to improve its revenues without affecting material sourcing, 
forecasting, warehousing, inventory planning, transportation, purchasing, and financials. 
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Chapter IV 
Business guidelines 
 
 Companies are continually looking for ways to improve the manufacturing 
process in order to reduce costs, maximize the organization's revenues, and assure 
customer satisfaction. A significant method is the use of the Supply Chain Management.  
Departments such as management, system, administration, marketing, sales, 
manufacturing, quality, and distribution generate problems of purchasing with and 
without Supply Chain Management. The following guidelines will assist companies that 
want to coordinate their functions and also use an information system to facilitate their 
barriers.  
“Purchasing is in position to obtain information not only about prices and 
availability of goods, but also, about new supply sources and new technology in the 
market.” (Fredendall, 2001) 
 
  The five guidelines for the development of an information system using Supply 
Chain Management and E-commerce are: 
1. Create the SWOT Analysis matrix 
2. Brainstorming purchasing requirements 
3. Review the Purchasing Cycle 
4. Identity barriers to Supply Chain integration 
5. Create or acquire an Information System 
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1. Create the SWOT Analysis matrix (Strengths, Weaknesses, Opportunities, and 
Threats), and determine if the information system will accomplish the company’s 
vision.  
James Ayers in the Handbook of Supply Chain 2001 emphasizes that it is 
necessary to document the information flow. Among the elements needed to 
describe information flow are the following: 
• "An information flow chart that shows where sales information is 
generated. 
• Decision points along the chain, including the people responsible for the 
decisions. 
• An inventory of information system tools used to plan and control the 
process. 
• A listing of formal and informal contracts between Supply Chain 
participants." (Ayers, 2001) 
 
2. It is necessary to brainstorm sessions with employees who have the 
responsibility for Supply Chain Management and with users from other 
departments, in order to capture and categorize the purchasing requirements. 
 
3. Review the Purchasing Cycle; 
“First, there has to be a recognition of a need for a purchase to be made” 
(Fredendall, 2001) 
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It is important to keep a forecast information system in place in order to 
provide the information necessary to obtain the quantities of goods required to 
satisfy the company’s needs. 
 Moreover, a forecast information system can also help lower inventory 
costs and improve customer service. It is important to maintain an excellent 
forecast information system that is not affected by management decisions, 
because incorrect information will negatively affect not only the financial 
department but also all other areas of the organization, as well.  
“Second, once sources have been identified, purchasing typically invites 
the sources to bid by sending a request for proposal or quotation to them. 
(Fredendall, 2001) 
It is necessary that managers review the computer communication-process 
relationship between suppliers, customer and the company. The most important 
condition is to identify a process that allows seamless communication between 
suppliers, customer and the organization. Such a process may include: electronic 
mail, fax, or any other computer process that will encourage communication 
transactions. 
“Third, once the purchasing department has a bid that is acceptable, the 
purchasing department prepares a purchase order.” (Fredendall, 2001) 
 
The purchasing manager should identify all the procedures, policies and 
forms involved in the purchasing process in order to identify bottle necks that can 
be automated using an information system. 
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 “Forth, often when the items being purchased are used by production, 
purchasing will monitor the progress of the order. It will evaluate progress by the 
supplier and keep operations informed about any problems. This may be done via 
information that is posted on the company’s intranet”  (Fredendall, 2001) 
The Intranet plays a vital role within the company. Important information 
related to the organization should be organized and posted over the Intranet, be 
accessible to employees, anytime, from their workstation, and enable appropriate 
decision-making.  
Moreover, all employees should be trained in computer applications in 
order to ensure competency and retrieving pertinent information.  
“Fifth, Purchasing performs another function during this cycle. It maintain 
records about supplier and their performance as well as records about the receipt 
of materials and the sources of these materials” (Fredendall, 2001) 
The information system manager must keep all company information in 
backup devices that ensure retrieval under any circumstance. If for any reason any 
department needs old information regarding any specific transaction, the 
information should be available to download from tapes and be directed to the 
requesting department. In addition, the Information System Department should 
have a process for ensuring the privacy of all company information and clients. 
 
4. The major barrier to increased Supply Chain integration is the mindset of the 
managers of the different firms involved. With or without an Internet, most 
managers view their firm as being an independent system. Given this attitude, it is 
 XXIX
difficult for a firm to develop the openness necessary to share information freely 
over an extranet” (Fredendall, 2001) 
At this point, if the company decides to publish important information, all 
managers should participate and agree on what kind of information they want to 
share outside the company and the Information System Department should 
provide mechanics for the security of such information.  
 
5. Whether the company decides to create or buy an information system using 
Supply Chain Management concepts, the following should be considered: 
• Create the applications and modules that accomplish the vision and 
mission of the company regarding with purchasing issues. 
• Keep an excellent relationship between all the people involved during the 
process. 
• At the end of the implementation, the Information System Department 
should provide on the intranet all the materials (manual, courses, support, 
technical information), and procedures related to the information system in 
order to keep all employees informed all times.  
• Incorporate timely and accurate data, create mechanics of evaluation, and 
register the appropriate information in the databases. 
• If the company decides to acquire a purchasing information system from 
the outside vendor, the company should establish an excellent relationship 
before and after any negotiation in order to ensure dependable technical 
support.  
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• When employees have technical problem, the Information System 
Department should able to identify, troubleshoot and resolve them. 
• The Information System Department should assume all the computer 
training in order to standardize the process and minimize performance 
problems.  
• The Information System should be modular or sections. This reduces time 
and cost during the process of implementation, and makes the instructional 
content expandable as necessary. 
• Finally, the criteria for selection an information system should include the 
following  "easy use, flexibility to change with business and technical 
requirements, compatibles with current systems, easy conversion, package 
documentation, audit trail, security and recovery, obsolescence, and total 
cost over a 3- 5 year period  " (Ayers, 2001)  
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Conclusions and recommendations 
 
In summary, in the past, manufacturers kept secrets about their customers from their 
suppliers because they worried about internal process. Today, managers should provide 
and share a rich content of information with customers and suppliers, and execute well on 
that supply chain. Customer wants highly customized goods and services through the 
web. If customers cannot find a good product in a web page, they click a mouse and go to 
another web page. Winning this new web business can be part of the company’s 
competitive advantage and it is an important topic to discuss in staff meetings such as: 
 
• How can they win in the e-market? 
• How a company can improve its business and process?  
• How a company can reduce costs and shorten cycles times? 
 
 In order to answer this question, managers should know the concepts of E-commerce 
and Supply Chain Management and its relationship. With E-commerce, customers, 
manufacturers, and suppliers collaborate and transact business in real time, within secure 
Internet procedures. It’s a process that combines customer service and order management 
with manufacturing and supplier fulfillment. And it involves interactive strategic 
collaboration with all trading partners.  
 
In addition, E-commerce provides consumers the ability to research products from 
universities, home, work, school, or anywhere, open 24 hours a day, 7 days a week. Since 
 XXXII
e-commerce is not a problem by geography, companies can compete with national and 
multinational companies for consumers located anywhere in the world. 
Supply Chain Management focuses on globalization and information management 
tools, which integrate procurement, operations, and logistics from raw materials to 
customer satisfaction. With this concept, managers should be able to improve the 
company values such as: product value, increase quality, reduce costs, increase profits, 
increase supplier relations and customer relations, expand supplier selection, speed 
purchasing negotiations, and improve operations. 
From the supplier's point-of-view, they perceive the e-commerce as a way that 
improves their own business in order to drive maximum revenue. Each supplier has 
various types of customers that must be served through traditional and new electronic 
methods. Supply chain applications help companies to have in their database with 
customer’s and supplier’s information. Moreover, the integration of applications is 
involved with supply chain concepts. Organizations that wish to improve their revenues 
should work to determine how to integrate their processes, not only within their 
organization, but also among themselves, their partners, and their customers.  
The key is to avoid mistakes when a customer is navigating over the company’s web 
pages in order to buy a product. In other words, if a customer finds the incorrect 
information, they go to another web page and the competitor can get them. In order to 
accomplish companies’ goals, the business process is one of the keys in supply chain 
management and e-commerce.  
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Finally, an increasing number of organizations can be expected to incorporate the 
Internet into their business strategy using the supply chain management concept. In this 
research paper, in the Chapter 4, there is a guideline, which assist to obtain the best 
benefit using E-commerce and Supply Chain Management concepts. 
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